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Objectives: Investigating the effect of the quality of insurance services on 
the intention to purchase life and investment insurances, as well as 


Article History investigating the mediating effect of shopping experiences in the 
Received: 10 October 2018 relationship between the quality of insurance services and the intention to 
Revised: 11 November 2018 purchase life and investment insurances. 

Accepted: 07 July 2019 Methodology: The current research is applied research in terms of its 


purpose, and in terms of the method of implementation and data 
collection, it is considered a descriptive-correlational survey research. The 
studied data was collected from 217 customers of an insurance company in 
Khorasan-Razavi province with a simple random sampling method and with 
a questionnaire tool taken from the study of Caster et al. (2016), whose 
validity and reliability have been confirmed. In order to investigate the 
objectives of the research, five hypotheses have been formulated that test 
the relationship between the variables, and these hypotheses have been 
analyzed using PLS software, which is of the structural equation type. 
Findings: The findings of the research indicate that the quality of insurance 
services (before purchase and during purchase) as well as the experiences 
of previous purchases of customers have a significant effect on the 
intention to purchase insurance services. Also, customers’ previous 
shopping experiences play a significant mediating role in the relationship 
between the quality of insurance services and customers’ purchase 
intentions. 

Conclusion: The results of the research show that the quality of the 
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. . provided insurance services can create a positive experience in the minds of 
Quality of Service; Insurance customers and these experiences influence the purchase intention of 
Demand; Purchasing Behavior; customers. Therefore, based on the findings, managers and decision 
Life Insurance and Investment. makers of the insurance industry should provide more suitable insurance 

services and insurance policies with more diverse features that increase the 
motivation of customers to buy. 


*Corresponding Author: 
Email: abdorrezaasadi@yahoo.com 
DOI: 10.22056/ijir.2019.02.04 


VYARVIA Ge cVA cases oyled AVIA las e¥ elect A 0599 any acliting’s cole ay p83 


" 


Y, https://ijir.irc.ac.ir/Plang=fa :a 33 col. 


icole allio 


She rt ile HBL Gg Tbe pw 9 poe clade wy > Wad p cldow Gls Cons pl 


Gldowy TF ps So 90 Cpt Gla > 


hes lame rire gd! be Sloe 


Sil tnd) ala Sv clitach pa Nat isla sia 
10K > Slo SLeMb] 


(GNF Ayle pas 9 poe cladan Wy dead 9 clday Gloss CaS Gy dba 9 5 Gh od lve VAY SLT V+ acygh gejb 
eoold SygldF 9 Net 9) ys jl g Sel Gop erg Gor bi 5! pele Utreh, lots, 
3} 8 YVYV jl actles 590 clrosls rgd pe olde Glan &5) jl 9 (Sinem drogd hagp 
dl bg cole Solad CpFdigs 9) b 695) Glee Cle! > clean ST SG ob te 
3 F 15 WE Oyg0 GI bb 9 cola) AF (VF) Gb lhew 9 Lol Aalles j| aa Fy aolkivy 


VV9A 5 VF roo pte eb 


d)g0 wand 5 Cpl cel CSL: SYoles E55 1 aT GuIlLe shjSle ys 5! cola b 4 BUS Qo (y965/ 


lead S15 Jalos 5 anja 


4g Gage plKin g ays jl fe) colons Claas Can aS Cul GT jl Se Ghaghy cleadl, deal, oe 


Lead Cage 


wi yJo Globes SU Glday Ghat 45 rad » ob de Grete Gas Sheps Crp 
Sido Slat Cab lee abel) 59 6 olive Lely 8 Gb de Gate clay > Sle pd Qimee 
oS ga lin! Gly fia aS aad g eras 
Aad ole! Cogs ilsi ce Gide ortail! Glas CoAT aro ce GLE Chas GS 6p Fans ia a 
7» Calpe 9135 0 SE Gl pte ws dad obul jo Ghayed nly od gh ibe gas 99 Cute 
g Berle Cldawy SLs ail) Wh doy Carte GIFU pF mal g lyre ode! Cus (claarsl (pull 
wwe tuljdl |) Gb pede wy S op, KI AF od 91 9) SEgite cla Th9 b lracbaan 

‘Joho odian gi” 

abdorrezaasadi@yahoo.com : j..! 

DOI: 10.22056/ijir.2019.02.04 


\V4 


dele ules eae 9 Gaswl LS Joe 
dodtio 


(6 gb3 SY 9rd Cry tilosls Qelais! og> 4 Glee cleygiS jl Gl: 50 |, aj jl cloree (tee Ghts ale 1059 pl 
AAS 5) Ke 9 Gobatdl clos on Foes jl SK dog Certo th dawg alors cll jl jd don AF ons Gel SIbLS | 5 aig om 
De Aan Lapetts g Galt] daw dow alisre Elgil 9 waisy ole yo opb co Ali Lm jlgile 5 colaisl clooks pls shit claook: 
cotigy Bei ge Coal ataQs Gl poe Coomnd 50 AT Cablye b dow &5) Gal Lap Cel jloygt ye cloeg lle 9 Suits 9 jI jst 9 

AVVV + ol Kae 9 5545p) 5b 959 2 cle blS 
dow gclotel 9 colaidl clipe 9 Com oduig: HT Eum yp OMT ler Cato Sy pSo yd doy Caio lRle Creal 9 (hii 059 yal 
SGoassT ofdl ath artis aalgils shar! jo is8bsF She cll ils co ate ye cig) wcaul Coal jil> locals Cule> cls 
ah cen tg ele Odeo 9 Aaa O9h PEE gh IgE IK LES go Og SolgiLE olby cual oly Ge Glej 59 AF aigS ylow 
9 le Stel GaiLS Cel GbE cyte! obey! p ogdle 55} doe UT ati 1) IS Onl Hei ce tegen Feed Gldon Slee 
lgl> ot,31 oly care GT; Cel Lg FOL IT! L Esl pl cl Garede 9 Gare Grol yo Col cuslaoalgil> (colaial 

(VV AY ccyhylKae 9 L553) HEF 039] » D165 ge do Eg Cpl aT Cet ola jl alom j coalgil> Corp ps S98 5! Ge 

L cel aslo Gbytes Al clojls & wh aSjgbyl joie Ll sardlo oS bE 25, olpl jo doy Grito asds dao S b 
oyfo ASE B55 eal ye sh pre 9 Lig 9d GAT Uae alorely 9 AL Og jiljgy tell ul oe CoB, oFaaw GES po olasd (lil 
dee! gi pp jo Lead lirrdloolS 9 Gl pro Sle agate AF Whore, dred Cyl dy G8q0 Glyde cjg pol CVVAY cemeatlal 9 Cols) 
E> Wigllae Cla ygiS Gidls Gyge jo 9 Cute Lyd idle b 048 alm tog sales pare Qlojle & by! glad! jo Gude Sp 
Cal 9 91 ABS eb Nb claaabiy, nS lb Ceplibye 59 coh Lelge iF go pladl pares ol a> 4 lo ollly G 9 ot Globo 
DLS CQAST SE gry py eg yithe 9 Code dyed obeul 9 (uF jl we 9 US) Sless CLAS She law AB 4 ogi b dalle 
S53 2s? Get GER FS 42d Allg 6 de aS tad okey! 50 

poll gust tates Hliy claan head Shite y pF ae SS pe JES, 8,9 eat pled! Gillies dats 5 eB ths vadlal jo 
Ay jd FT 9 phe Tyke ears 8 O90)! 9 rook hbedgarjed ol jl oe 9 Chee lta, 9 bared Grid opgie Jue 
S19 9 poattly> laatsh » ire glekidn dros 9 Gries claaish jl 6 pFars 


Pa GB ile 
Pah Gedy » 5190 

Cel A28L 9 Cyl jle AT > heel CAST L SLs Sih) eudtione UT GI QS Ob de clots Qtee sl clo! clp Glejle bili ogg, 
gh sie ay Glojle golyp Glial s A jtall g a,s ISt cock) obasite ay sige Cleds HI cairpam actiun (lead ap glalys gh site 
dF <0 ogi 

g PV qeree jt ang Cloud 9 4055 1,8 do gid go Slinsod 99 AT Cal Cob jb Gygte 9 odtaatlles dec parlio i] So a: > dad 
pg lieds Cob Gh Glyde cul > (b3, b Ol busy) leas ol te yd wad cel bk ol Steep add roc Giddy, |) Shas 
Olpde 42 Bley go dye dad ccloosle wile deel oti Spare > dad 4 de bg dg>g0 GLIS 9 SYqare (98 ee 
SOS te es Cp ie AF MES co QL! (labore oto o Lal Qh de Lawgi Gol dab SG jl ol Gry > Jia! & > aad 
KVVAY ccyhylKae 9 031; AE) 99 Wye (LS) GI lel ely gl CS olde 198 SK jb, o pare 

So Abed: yo Cal NTI Cole SISTjol pp SI LEG opl 9 oF go YRS bd Shad jl Gol Joere S 5! ol 8! of Les! 
9 obese bg fede 9595» Catal b GLLS I jo lg ge S59 Eyl AT O9h ce Hp SV gare 6 jb > 9 led ym 99 GAUSS pare 
Ly SLs CQaS 45n55 dy 90,9 de g WT colar! Sess 5] Cpe AF dg 22 dle! ley apd op! we) Cwwsd GLss Cons els 
JSS 1) agl wye wad g ob dee Glau! as cgbolgs 51 (Se AF Ceol ond ctalin cd Tele] clades jo wl Cou Ko oil 


\Y> 


VVIRVVA Ge VA cetly oybod VVAA slay iY eyed «A 0599 dony dalicingty cole ay p83 


LoS yb dawigi ortail,! Gas 9 GYgare plo yo lag! 23 aad obel » ob9 98 jl we Gs 9 Gls 4! coas fold ws 
olen! yo Gyitee Aiyad 9 Gyttee &yod obey! yo Alizee Sleds COAST SE 05909 Cool 05,5 alow! dine; Cul 0 aT (Sleds oo Sb 
AVA cyber 8 g Lah VPVE oly 9 Belge!) wile grad galoi Cpe Wy > ead 

EE 9 ele Sligied getty cleat Sli ad oulee Hi L 45 sed yp clang Glos CES pS Guiod Eg dye dpe; 0 
1258 ogltl 25 Sjlge ae Glee Alar jl cea add ply plas! gol; 

Ol iI SE ol clash seston sjhed obig ee ole 9 Wp CEST 2 She ele Gey 4 CITA) ober 9 pa ere 
ASId 69 ile I Bp CEI 50 1) SE Ep ee 98 ly Bp we 5) AS dyed Wy CLG jo JAF SE pete Ts oe 5! ad og: 
cs] 

Aeuds 9 CSI dy Cub, seb 59 oy Carte Ob ihe WF aad» Cibo pl pyad 9 Gloss CoS pS oy & OTR) lhe 
SBT lj 8l g old dom CET Cusdqo 9 Clopeg Ghd Pl aol ppl So Ujprod ls Cons aF slo lis go! olla. 
2S ce CtaljSl I) logy! 5 rad 5 Lis ge el |g Catal ue Gh dds & clday Gls 

GlaolKiig 8 yo Store ye F wad 9 6 the Cyls) OMT 9 CHAT AST 59 GSj)) Ge Ab, Pes a (IVAN) oh lee 9 ob sy 
pl Stare ye ead g Gritde Cyld, pp Gaimrem 9 eS, GH),) yp dT 9 COAST aT airolo Gly 9 aeSloy Glee Cle ps) 
IBF go Bl odzre By Sead py jd g Gye Culd, yp 55,0 G5) gl » Gg j8l 9,)bF G0 

22> Gly gordlel ob;T olKtslo gb gretsle Ga jo BV Slo & pls p wip Slaps SE Copy & (TAY) Glam 5 Sond, 
Sy cgiee 9 Cais 26 By beel 9 odors > wad p Wy jl cite boletul od AF Maw, doe cpl dg Weslo y ol pow cali 
jlo 

Oph Egd 4 aaa b aS ole Glas loo! GELS WIS wy |) By 4 Cylolag cba! jo Wy Sly pd it (YAY) oblhae 9 (dle 
CPS 79 Cawslde lle Fl sceul cg ithe Ode ly police Sal, yh ede aS 49 Cuulds Kile Gyo yglowwoas glday Gls dl! jo 
dL he Ob Fre 6 lols 50 Wlg5 ce og olay! Cote Aes 9 UG pide 

pp Glow ET pS 99 Gh pide Stee > dad » Gis CuaS 9 oleic! Ibs)! 326 ean & OFIF) oh ler 9 ghjlns 
Le Gp 4 LalF ob pds wojlo Gol Cyoal ol de ly g sl 50 bay SLs Coa oS oly 9 weSlop dire Olin gd 
Bee g lds GLbLI I g oletel Go yglogrges el aS Cul Gls CLAS Gy] cghol pais 9 dg <2 dye dad 4) rie AT title oo yloldy 
958 

Bal Kg d GI TAs Ge 2 we dyed Shas Ls b core ws aad » cule, Sb CITAF) CyST 9 Gale 
WS co Ske! S81 Ges jo 1 tte SL tn! Ges joe Ayes aT Bae de Gul eg BOT ry WT me 
IBF go Cede SE Gh pds Sa! > Wea 50 9 do ce GIT, Gh te Cel io9> 

DP OL Fede As 9 Culs, 9 oletel rile cla ptio yb j] ours WF dad p Colorcy CHT omy & ITIP) 28) 9 Bulge 
9 Cyrtne Hyad og riche oletel gg pide Cold, b Cybsoy CHAS Gs AF Bow, drei cpl a lag! aslo, WS suo Gy MT olKdg 5 
Ly Gyitre shotel Cy dere WS ead g 6 ide Aged opie oletcl b Gpite Sule) Cy told d9> 9 jlo icine dba!) odors 4 > dad 
jo ogg joy gine Ala) sue yb aad ly il, bin aga cat 9 ig shibe gal 

Sits Sad wyld, wile Gee jy Gepdio » Spas Ayed Ube claase SE yp 4 pd (ITA) ols d 9 Lk 
tg PON ASF 5p ol gl se logy! Glas dows g aslo» dete aru Ij} lRaslo Gb grdslo (6 jb3, GLE 4 Glasayles olbly,| 
Onqew O10 FAT G pare dyed care JIS wad g alas OLLI ples! os Salo Gad ule, y tre SE Gyes ded 59 
(S putea dyad) LUI 9 epSab, ole! So Gb jl oyb GEaS Spa Slo Gad yp ete pl Gyan dyed yo Skally I 13 oa! 
wy (olds GLALG pled as p Code SE Gye Lye yo GpSol ae g oy alks CLALS pel » ae SE Gpee dyed 50 
SIS So Sas Sy yee 458 59 ole af A Garebe Gate 

9% elapse Bol GLE 9 aSloy Loe DVgarre Anugl g poe dew GLE yy he alge Gey yp 4 (V+ 9) Gb lKaw 9 ‘gil 


1 é 
. Liao 


\Y) 


Gldog OS pb So 9 Sey glee Gly ed coules HL CIITA Lope g poe (cledan WF dead » (cldow Gls CHAT pb 


gt pt dow CLE p SYuard 9 welo Zola corlgil> olasd clear 5m cotidss 8 gd 9 )9> yp Ol jl ae 9 gl Alay jo Glas CLA 
jlo 

sae by GE SL 59 go Bod > claolRidg 58 5! hla > 68) SLs » Sls CaS 9 Wy poad SECT VE) gles 9 dy) 
Id jlo cgine g Cede SSE Gh de WF dead yp GLId Craad 9 Wy pquad leds CHAS 4S 9) Cp! Sly LogyT Adlbes gal so, 5 

(gg 7809 > GleolKbg 8 5 ptno dead 5 Soba ST (Lp (gid pee RUseen) dbl, yr & (Y+\¥) epee 3 plu; 
DNF ge Cpe pT Gh pete ty > ded p Crd dg tole GL te 

AS Gdwwy doe Cpl a g Wo S acles |) jleoarles GEA & ob jw > 63, p Shas Coa SI(V+VF) ol lXow a ae 
Clajbe & ES yb Gl Gls 5) oclkul & cre FGpas b3, 8b gg CEL Bg bor Cars odrgds cogs GF 9 Shits Cons 
O19 Che GEE > j63, obu! jo Glosa bos SELLS iglegphe 9 954 

yl pe Jq-arre SK 0)94)9 Ob yetee > dad yp Wiles 2 ordail | SLs gla dighe aT oS ror (Y°\F) AllSating” tls 
Dba od oboe! Aue gas eg pie yt ead yp BLS 9 SV gare dS plKia g LS Gls ogigs AF Woy dre Cpl & logy! 0 14K 


DS oe eit yt SU ag Ul ges 9 ts 


Geta cladus 5 9 cosgse Jo 
ib pe peers x (se gae Jus (¥+\F) Oy) Kaw 9 pul 5! wll L 5 odes SS ObIle. Ariston) Sa 9 i il. a A> L ‘ pou 7 on! oo 
Pde QUE VY JSS 501) cede clad F Gly ed Abasleas WF dad pp Sloss £95 Sb 4S 955,00 


‘ett Glad F Sly 25 59S ArLe po 9 poe (sladan oy > dad 


Oo Wag Sams pull) caggde fae Je 


:loLd Ong pp) cleans \ JS% (Ado Jao ll, 
Ph peel omen ns Dike yt Glas » ws 3! LS cls cues.) 
£9 lo ge dow yb ye WF Sloss p > ele Shs cons 7 


lo pil (GBT dale pw g pos Cledon dy > dad p dow Qh pte uF Sly ps ¥ 


* Sahin 

. Arslan & Zaman 
. Farsam 

. Hashim 

. Kuster 


u BF WN 


\YY 


dele salam toes 9 cae! Le lie 
1 ))o pS ay F by d Ablga; dow Gb Soke May head p > iI LS Gls Cons .F 
lo pS 93,5 by od Abalgay doy gl pede ty dead yy yd plKia Glas COAST 0 


EH wld 9) 
dow Erte GhL ASL 9 Glpde Solaruls ge wilei oo Ol jl pele cleatsl 4 BS ge Cel Copy lT abod das jb 5) Gated cpl 
chbed - ctilen €55 jl 9 ctrogh cnliod ji mools Wc yghoF hg) yb 5) ab ante cldog GS-5 o Slee ogee cle 9 255 ably 

O95 ge Sold 

Sal 65S) Gbul ye Glol cldan CES yb iI S59 6 NF Azle ps 9 poe laden: Ulu > goled fold calles 90 5 ple] deol> 
99) 3) cola! Lb sifoas 458 5 baie ley dy g0 Aged pre Glgicd Logs! jb Bi VV + clad Gh 5 gS digas Jgo,8 5! oolacul L aS 
9 Odd arjgh Tp cpl Cle Sauls Gb 5) lepers Groin lp pio jge SVG ggl> ass ghrre dol ole (6 pS digas 
staal ool Caddy oth, fret SLT delat YVY oltat cclasols culgs,o 

1) WIS Le Gbod Cyl yo Atlas go cle prio 

g > shy SLs CAFS eld 095 2 pled > 5! 5 aS (Gless 15 5) Gb SLs Cues (1 sti cle pris 
WS ase poles ogc co odld (6 eto dy WS Cpr 90 AT (SLI 1 > plRia Shes Coad (Y OSS Cylscy cles Cyesl 9 Coa 
WLS Corel g Sloe 451) lo; cde dom go> CSlo p 

gigs fol hls jg0 SS yo clon CV pare jl Ooty Gus {aT te Shy 25 ally pete 


(o4id 8 y90j/ 9 Leooks [ler 
dNdley Gibbs SYsles Jo jt Joo FUjly 9 Wars 8 ygejl g dimly ptio p fein cle piio Sl doe Gly debod onl 50 


iSanil oed 6Slitiedd SPSS. Noite 3)  teludomaccr clacals celal owed ely 9 PLS 


xtncgi glee, lo! 
SLs 15 5) ee ope (dojo VV/F oga>) GlFsrmoaul 65) cane bb 3! gtd Gl Gobtcur clash pL, 
FFIV ptm) GF riwoaelh 5) over Glee Bld jl 4 wlardloe 5 baw il he (doe VO/9 ogame) GlFarmomelh 251 oy > 


reel odd cold GLE Y gre 59 loools Carogi Gatl ilo Qk IS dard Syro (n0 9 


\yY 


AVASNIA yeatA aby aybod AVIA glen eylod ch yea tay aulutingly , gol ay p53 


jlexocdl youil cpKileo pla Jilu> shat Loa 9f 
+IOY FIOY (A) Y Y\Y \ 
/F- ¥IFY b Y Y\V y 
170 ¥ra ry Y v\y y 
“PN YF. ry y vVV ¥ ; : 
IPA eer r rs ey i FIF + o> gh 8 Shes (Sl 
“/F\ Fry mA) Y Y\Y ia 
Tal YY: b r vv y 
1F) Foy ny y v\V A 
19% YF) b v v\Y 4 
/PY man) ny y v\V \- 
eK am ; - er . FINA oy ,5 pliia Sloss (Kile 
+ |FY FINA ray ¥ Y\Y \y 
ral F/O\ Q y y\V \" 
+/F¥ FIFA (a) Y Y\Y \¥ 
“lFAN FIFY (a) Y Y\Y \O 
/F- FIFO ry y vVV \F - 
“IVF FIYY ry y YY \Y MOD Sates eles 
+/7\ FIOA (a) Y Y\Y \A 
+/F¥ F/FY (a) Y Y\Y \4 
“IVY FY \ (A) Y Y\V Y- 
+14 tal ry : v\V v) - 
“/OF vi N r vv vy ne ee Oe 
*lOA FIOY (A) A Y\V yy 


Geos etal 
SrbatSl oN Cad CF Abe ps 9 poe dow Glos lp AF ord dagh a5 silodg, ddive (Frrmomulh «lV Gore cloak LI, 
cle prio Cp Kile jiide 4) deal L cE garre yd laiwils aleere |, Cyl Aobliday bludl 9 don ge Ctl yp b9>d Leh wluly Gurcram huul 
Sido ST po Sal G1) 99 Bye Sheed 9 0945 obj) calles 1 > Gem 9 LS Shas CoAT GH rurmoawl a og <0 ovslie 
lathes Curlre 
GCF ojll Jaro cals) g jLccl lets Sg! be po wel ond colar! ce Jr slp (499) UREN IES ox 3! «Baio leosls bbs oly 
cl Slese alsa sh else onl pleat cle aS Cael pane Gal pd Gryb jl GL SLs Jos ghee ego Abe ye 9 Gaull chile Jubu L 


ww! odds cola 


bli! glee lo! 
SF ojlbil foo 3 ihn 

cathy cel Ely S WT Cape ha) asia? CITY GrFojal p ASE L goes abl gees Gloss, 3) Ss tig? GIL 
Cal Gadrd (cla patio hori JoeB bl ob dsims lis g odel Y Jgde jo Gabiod (cla pie 


* Hulland 
\V¥ 


Glebe OS pb So 90 yey cla F Shyer cotles GEHL CIITA Lope 9 poe cladan WF dead » (clon lst CHa Sli 


Elis S GWT pole ¥ Jour 


Thig 5 cl 4195 slasd pre 


“INO 


Vv de> 5! BS Shs Cas 


IN 


> plus has Cons 


“IAF 


“IKY 


y 
° we She pd 
Ff 


scowl odds old tubes Y Jodo jo clele Jubos 3) pole gals cout ble Jules 


Gebod clea cgbele Jules polio VY Jor> 


cohole sb 


Gaiad clas 5 


“INFF¥ 


causl (gdb! WolS cea! od cpenad ldo CS pd cyl lors poly AT (toad 


“IYAA 


“IFAY 


WS go Sd Syiho gba; dolidan oles past 4 OSS Cpl 


“IVOF¥ 


BS 50 SF daety Gh yrhe MK be 9 OUIKS 4 a5 Bho pga oS yb ol 


“IVAY 


1P¥4 


yl aol> GleWbI «clang abit. Gla ddg, 4909 daw Cpl Colo 


“IPXD 


Seige Ghayigyt plaiaght leans ES 5 oy! Colosy 


“/OF¥ 


“IVEY 
“IAYY 
“vay 
“IVY 
197) 


pred dl) EST pS Cpl 6 gem pe CSlO py pian jl ope 
cel I Sypeds debian heed ole} 
Curl ile yore GL rite b dobidan gad gles 9 OT po pl GLE 939» 
wad aril 9 GO pT WAS OS pd cpl eglojglS 9 Gloss 
Ce! dolidon dlds Solara, [ido dow gS Gwl Oljre 


-|>|<|]w]/ oe] «| +4] - 


— 


“IAcY 


9h ge S39 ce Gly Ly (Sle Glaad aber cldoy ESS Eph jl acldan > 


“IAF + 


cag euch Wal dose cys! ejlad joy plea 


“IVA 


cul jLS B35) SMES pad OS cn! Gleday > 


“VAY 


“PAY 


WS yglige 9a ge Shell g GLrabl pluol Gye yo dow Cpl less 


“IVE. 


glee 299% U8 99 rte > Aon onl CLLS 


“IYYF 


O95 pBlg> Wy jp cL! 59 Clean ES pd Cpl 5 


“IMOY 


9 pBle> Oo WES 4 5] BYL (ad Slop 4 pole 2555 Cpl laa GV qaree store > lp Y\ 


“IMAF 


eS coe Ceyp by Glow ES pS Cpl lat don Eg) pe > elKiva 


“INFY 


spagl 9b 4:1 dows al frou 9 oles pilei ce be pw 


Ns ge ew H/F 


“IV jl hs Ce as AFM Joe yo oul clale los pole 9 V Jour yo Elig S GWT polis 4 amgi L 


leo g: jlog> 2 eiglles 9 cmslio abl 5 Gilg, jI Gebod Glaasy 45 Calo 


\YO 


dele (salam tree 9 cae! Le lr 


Glebe foo (5jly 
Shee CaS Sleigh > Slo pd Sls wo jor FFF ogae 45 og <2 odolin F fore polio 4) amo b pad Ged 
950 Cae dF Glo ed Slat Abngds > dead SI rei wo yor/ FVD ogd> 9 dg 20 odd erode > alRia g > 3! b5 
chelate Cad Cu pd SF Joe 
(R2) Cranes Go pd shel yatio 
“FFF 


we She pd 


“FY de> dad 


“/FFA Catt Sar? OK lee 


é - 2. is 4 . 2. ® Pe N ey : -{% 
Auuloee pj Sygod SI d! polbe GSbe 9 Gad Ce pd Qe She b lei ce |) WAFS Gy! GOF) oily Legh Ub 


05S 
GOF = Vaverage(Communality) * R*2 


Gales sla ite SII pole D Sys 

Lal polio pio 
“1OVO > 3! fb Ghus 
“1ON4 > plSe Shs 
iF 


we She pd 


“IFO de> dad 
*1OYY NI polio gpSilo 


leit Ly D8 tile tgs Gath O Jose SIs! polio GA Silbe 9 F Jose 99 Ged ope Ole 4 dog b wllyyl» 
1975 Amwlere pS pods 
GOF = V0.577x0.449=0.508 
y)0 Sebed Jove Sollee sj) jf GLEs g Ceol ts INF slab jt Joo Coil» erghs Gable jlate wd co onlire aS gb ylen 


Guios clednd /§ y90j] 

L ayakie Gal alee Lalyy 525 9 (opie Gla pits) drauly 9 dbawly Jiine clade gle Lilo, debod cleans d o50;! cle 
eel ode old (LES LY JSS jo gy bels SYoles (IS Je 59 GSS clw pris) ore] Coeds mare & yb 5) oF cqlaaalje 

GL prio 9 yrntd Bolg y@ lbs 59 ygKe Cla ptio jo prsd SL aT 1, Gebiod cla pete gle pmo dle F Jode So Cow jl 
ay Shy pi er) dy 3! bs far PRs CST yee eye) 45 loul5| wlul on! er) ADS Obes logy} Gylolize ews ol paddy teal WSs) 
D> plRie GIs CaaS pero Ce pd Creed gc 20 il Gabe Jol 4nd 8 cel 6/2 O Gt eT Cylons abu b /VFP ob pie 
Ob pide WF Chad Sl cul Gadod go 45,8 ab Lis 9 0/20 Gl 205 Cyloliee claw b -/OAV Glide WS Clad » 
AS g0 Sali |) Faded pqes A555 0/6 O jl 20 cyfoline g IVVY pune Capo be pe CyldT ale pw 9 poe cladon) dy > suai 


* Goodness of Fit Index 


\Y7 


TVAAAA gah paleo Lat ATA sll oled Ws gage daleingds pole dnd 


JOA) A Lad 


an aus lS Laas CHS 


alos gjUSLe Doles IS Joo s¥ JSS 


(epBione il) Gabod cleans yb guy % Joe 
oe awe) Gal2 chro Gla (t) jbo pene ed yd Aud 98 


E 


VIFAY “/V¥¥ Oy) SE dog Gh phe 4,5 Slee yp daliden: de ,5 5! bs Slat CaS.) 


E 


VV/IFVA “/0\) 10 pS dow Gl pide de> beet py dolidegs ay, plhia Gheas Cob Y 


£ 
E 
2 


YADA “IYYY O10 SE (5 lbFagle pw 9 poe gledon dy yF dead py yh tte ay SF Sly 


jos clea ianhe 


BE iI LS Sls AT Hl ogb co otalte AF ygb ular wesce GLE |, Geiod pry 9 pyar Geass Ope)! LV Jove 
jl peeS cylolize claw 9 /FFV pero Cu pd chlo ade We Sho rd dbauly prio Gb jl clbFaleps 9 poe doy wy > dad 
pete Ge pb jh dew Cpl ye dead pp > plRia Gs Coes Sl izrer 9d go del Gabod pylgm 4nd 98 cpl ple cul +/+ 


19 Galod pris 4.5 4 dash jh LES aS Cal 16D Gt eS oS yloline claw 9 */VAV pare Ce pd (Shylo cCti eye Gly ed dlls 


(rptinne at Sl) Gabod cleans yb cy pV Jone 


Ami Gg ylolixe cha enn ys lala patio Aud 38 


RW t[eee “IFFY je Ghyyed ojo ASE co lbF aula pe g pre dow dy > dead » doblide 5 jf bd Gbas COAS -F 


RW t[eee “IVAN BF Ghayed —swylo pSE GNA ale pu g poe Aan Wy > dead pp doliden wy > elie Gloss CoaS 


\YY 


Glos CS pb Sr yo Cpt (glass d Glajod (cole GAEL CISTaile ps 9 poe claden dyy> dead yy ldo Glas Cod Sli 


Lmolgntey 9 Gre aor 
Objet VSN) sh le SbSles Gls she Jol 4555 yy jl ole els soul She Ob de WS Shad » dolidan 4 > 5! LS 
ible bles & pgo 44558 jl pole lu soul She Qh pe > Gly od p doliden > ela Ghee Cas 45 ab abo 
ShSles BS pow 44558 wy GI bole eld teal She Gb pete WS ed olbn! jo > Gla yd a5 ols GG 6 4F ale pw 9 poe 
9 yah Leas dy yd dead yp Aalders ye it fd lead CaaS pplitine pe Sl ep jlae Aud yd 50 ET po al 1) (19 VF) Gillam 9 ral g 
GUS 12ST 1,8 Abo 90 Alawly pire Glgicd wy > Sly es GA 9 OS oy y Oey de Shy ed Abate AB L GTale no 
5 Obes, (V¥9VY) jie obJle. L ode eddy EU dee) 5 oyle Carles (Y°\7) Clow 5 pul astle. L Ad 99 on! nor 5! ele 
pote Sled eS She PS GHB 9 AO gw yy We Sle pd Abels HHL CIT ale ps g poe doy dF dad » dobdon > alia 
cual je 5 (VO VF) Glew 

ps Rue 6 (yeaa 5L og «oI 531 oly isle) ell 5 Carel ob! Gly pee ca, lSal, Alo> 5! I95 (2 (6 bS Abe pw 5 pe Gledaw 
pole Sebod lS g Cul aude do CEST ly dolidan wy > wad bul 59 bh Chloe 4: dood cpl ple vob leo! (pret jl 
Og Ald Oh de GOS yo Cate Aad obul oly cldorde wiley Lo dolidon > pl&ia 5 5 jo orsdail| Glas CaaS sao oli 
& wb day Cato GIFUpT ermal 9 Glyde orslrwoa claash lol» 135 sat Ob pide > dab olou! 59 og) 4 aS 
WSL ALS doo cul Rkger OU pide Wa > tad obey! 49 AF rte)! Shas CaS 5 5! lejles 


bSbe 9 alic 


9 Cele, late] rilre cla ptio Girb 5) come We da » Culorog CAS Abel) cry ITIP) dongs oily 9 peel 8 ul9e 
Np cole Sho yo VV 675 yo cleaddl g Sey pre dolce gel ai Cro gd UIT > od Cp Ul olKidg 58 1.59) 90 deter) Ob de Ug 

stay ytd 50 dog Cate Aulllecdjge Gl ie we wad p ccylod pli pgead 9 less Cod ID coy CTA) ool ollie 
gblb ade olKislo ws! Qos IF dob bb 

SIS Gad ulS,) Gyre jI oy Gleydie yy Gyas drs Abie claaue SE ey (IT8F) Jobe glo 8 9 lal Lok 
(A) VF cilF jb clos pal, dmg} (cole dolled 99 (agde dul olj] olRaslo saves 9590) (6,63) GLE Qlaoagles olbly,| 
FF-¥4 

jUelo 90 G55] pp een 9 Wp CSL wy dab 365 cathy! CVYAA) Lbs org cocbalals 9 plum «colim 355 cjrralS cools um 
DO-VY (A) DB ab sll Cy pre Alere (obgrmdilo 52,50 Aatlles) prbge goa oll j= 6a, OLS » 

Aster) iy slate! g Cubs, dbautgas Wp co yloldg sleul 9 Wy Sho os Pi VPIY) 6 pie 0d 8 Golecel 9 draw «cord 10 pai tlre 
lye be Cpa aCaggue 9 us alace alban call dS laugh, Cyd Caglgtunn Aen Sh jhe 6890 

OMS 9 CAST OST 9 Cj) Ge dbl, Udod -V¥9N) Leyte cybolse 9 (de ulio irre lI aid) cele oh pos) 
VOD VV) Fe glF sb Ce pte colyad Gloaass claclKitg 8 ote 4 dead 5 Gide cule, 

Ve sce pde dolilad SVL Sly 4 bls y Wy Slyed SE erp CIVAY) obo so as yale 9 robe qs jlity GlalS Sous, 
YA-\0 (YY) 

NRE > 99 lye BET 9 S09) L poe dow dang yo he eles Gey ye CIVAY) apa ad 9 Lo ple epg cub S «cage 5h); 
FV-¥O (V9) Ve eta pode Aolibiad (cybols dow OS pd 169) 90 Atlee) 


\YA 


dele (lam toes 9 Gaewl Le lye 


colin b Gb pire cule 5} Bp GET » Bho elge mr CVVI+) Cage og ptlow ctr 9 plmodaw «cgle perce pai trav 
FFEV (V9) F ab lik Co pre dbee dele (es (stg) 5! 

152992 (gy yp) dom Grice 99 Glee ill b> 9 SLs (CaS Share Soled doin (VVYAI) 125 «_ecdtla:l 5 ty) egal 
APVP ONY AA sdaseg’ 9 tile thoes Colaial gleul 9 ofp Ao od 

Wye ead yy Gloss COAST g olecel bls) IE coy CUVAE) ado cyl 9 lary qctigd Lage qcuulagh da; shjlee 
cole (62 sage 8,138 39 Co pre 9 Gibb m Mel ne LAS Calg! (Aireo Glin ed Gly! dew g poles don 152,90 dalllee) ore 
ony 

saalllaed 90) gyal wo Aydt Shad AH b came Sd dad y Cols, SE oye CITA) pad cy) 9 dabli «calb 
IRE woe crete 4 bum 9 Ce pte 99 Gp IT clases: tblign SLES Greg OS cus 6 iu oR 8 Gl 5 

weed Oe Abel) p aleule 4a jm 9 LS) Cplde (Sas fred 2B VTA +) rere SIE LR! 9 Cel net pe bb tree «spa yo 
CPN) Ve «S575 9 Sgete Cape Aolilad Line dow GSime Gre 9 Ccdi> Gb pe allo og) wad b bE ood, 9 Glas Coa 
ANVF-AO 


Arslan, M.; Zaman, R., (2015). Impact of brand image and service quality on consumer purchase 
intentions. A study of retail stores in Pakistan. MUnchen, Germany: GRIN Verlag. 

Farsam, T.; Rehmat, F.; Shakiba, A., (2014). Evaluating the impact of brand image and service quality on 
cinsumers purchase intention: a case of retail stores. Journal of Basic & Applied Science, 4(10), 49-57. 
Hashim, A.B.; Anura, B.A.S.; Husnain, L., (2016). Perceived service quality and purchase intention: 

mediation of word of mouth. Journal of Business Management and Economic Studies, 1(2), 1-13. 

Hulland, J., (1999). Use of partial least squares (PLS) in strategic management research: a review of four 
recent studies. Stratgic Management Journal. 20(2), 195-204. 

Kuster, |.; Vila, N.; Canales, P., (2016). How does the online service level influence consumers’ purchase 
intentions before a transaction? A formative approach. European Journal of Management and 
Business Economics, 25 (3), 111-120. 

Liao, S.H.; Chen, Y.N.; Tseng, Y.Y., (2009). Mining demand chain knowledge of life insurance market for 
new product development. Expert Systems with Applications, 36(5), 9422-9437. 

Sahin, A.; Zehir, C.; Kitapc¢i, H., (2011). The effects of brand experiences, trust and satisfaction on 


building brand loyalty; an empirical research on global brands. Procedia-Social and Behavioral 
Sciences, 24 (12), 1288-1301. 


\¥4 


